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This paper examines the language of requests among the hotel trainees in Jordan. It 
seeks to explore the ways in which the trainees formulate requests in English as a 
foreign language at the service counter. Specifically, it discusses the extent to which the 
Jordanian trainees' use of internal modifiers when managing interpersonal and cross-
cultural communication diverges from that of the native speakers who are also the hotel 
supervisors and to relate any such divergences to politeness and cultural factors. The 
data collected include conversations between the trainees and hotel guests. The findings 
demonstrate that trainees underuse internal modifiers to mitigate the imposition of the 
requests and they favour the marker 'please' more than any other modifiers. The 
findings also reveal that the trainees deviate from the native speakers' performance in 
terms of volume and types of modifiers. Some of these deviations might refer to Arabic 
language influence, pragmalinguistic and sociopragmatic transfer or to insufficient 
linguistic and pragmatic competences.  
 
Keywords: language of request, request modifiers, pragmatic competence, host-guest 
interaction, Jordan 
 
1. Introduction  
 
Researchers in interlanguage pragmatics (ILP) have examined a myriad of linguistic 
issues related to second language (L2) learners’ performance. They analysed the 
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production of discourse in various settings (e.g., Bardovi-Harlig and Hartford, 2005). 
They have also studied interpersonal and relational issues in the development of 
interlanguage pragmatic (Leech, 2014) and how L2 learners’ comprehension skills and 
speech realization develop across time (Cruz, 2013b). Nevertheless, L2 learners’ 
linguistic behaviour in various service encounters has not received equivalent attention 
(Fernández-Amaya and Hernández-López, 2015).  
 Too much concern for speech act realisation and comprehension has perhaps 
caused ILP researchers to focus on limited aspects of performing and understanding 
speech acts appropriately. Rather, researchers should focus on how learners effectively 
engage in longer conversational exchanges such as in the service encounter context 
(Ventola, 2005). 
 The pioneering work by Merritt (1976) on service encounters has triggered 
service encounter research. Many researchers were motivated to study specific speech 
acts such as requests and thanks in these service encounters (Kuroshima, 2010). Some of 
these researchers focused on relational talk in both interpersonal and mediated 
encounters (Carmona-Lavado and Hernández-López 2015; Kong 1998; Economidou-
Kogetsidis 2005). 
 In the service encounter realm, the focus has been typically on some settings such 
as restaurants, corner shops, cafés, or medical consultations (Kerbrat-Orecchioni, 2006; 
Kuroshima, 2010; Traverso, 2001, 2006). Some researchers have examined cross-cultural 
differences and gender variances (Félix-Brasdefer 2012), pragmatic variation among 
different variations or languages (Placencia, 2005, 2008; Yates 2015), the role of 
nonverbal language (Sundaram & Webster, 2000) or mediated service encounters and 
interaction on e-commerce platforms (Placencia, 2015, 2019).  
 As in the hospitality and tourism industry domains, research has mainly focused 
on one angle, that is, the marketing-oriented perspective. Some studies examined 
tourists’ satisfaction with hotel encounters (Yung and Chan, 2002), and efficiency and 
the management of service encounters (Kusluvan, 2003). Studies on request speech acts 
are also numerous. Among these, however, request strategies in the hotel interaction 
have not been fully explored. A few studies focused on the role of communication in 
service encounters (Blue and Harun, 2003; Yuen, 2009). There are thus limited studies on 
service encounters in the hotel context from the linguistic perspectives. An exception to 
this include Blue and Harun's (2003) study which emphasised language and politeness, 
in particular, the language of hospitality, Yuen's (2009) study on the linguistic behaviour 
of Chinese hotel service encounter staff and Solon's (2013) work on the negotiation 
tactics exploited by souvenir salespersons in an archaeological site.  
 Indeed, service encounter needs to be looked at from an interactive angle. This 
paper seeks to contribute to the hotel interaction by examining how trainees, who are 
English foreign learners, interact with guests during hotel service encounters in Jordan. 
It explores the language of requests given that such speech acts occur very frequently in 
hotel encounters. The inappropriate use of the requestive acts by foreign language 
learners of English can make them look rude or even impolite and every so often 
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communication breakdown may occur (Trosborg, 1995). Native speakers may consider 
pragmatic errors to be more serious than grammatical or phonological errors (Koike, 
1994). In this regard, learners need to possess sufficient sociopragmatic knowledge such 
as the effect of social factors on speech acts production in the target culture, and 
pragmalinguistic knowledge including the politeness expressions to avoid being 
considered offensive or impolite by native speakers. The paper shares the insights into 
the Jordanian hotel staff members’ use of internal modification in their requests in hotel 
service encounters. The research question (RQ) posed by the study is as follows: 
 RQ: How do Jordanian trainees use internal modification of requests in their 
interaction with hotel guests compared with the hotel supervisors who are the native 
speakers of English?  
 
2. Requests and Modification  
 
In the spoken discourse, requests have been widely investigated particularly in cross-
cultural pragmatics and politeness. They are frequent in daily interactions, and can be 
realized by a variety of linguistic forms that vary across languages and cultures which 
makes them an interesting topic to be studied (Schauer, 2009). Additionally, requests are 
potentially face-threatening (Brown and Levinson, 1987) where the speaker tends to 
employ linguistic and non-linguistic communicational means to indicate his respect for 
and awareness of his status and his addressee's position as well. The speaker often tends 
to modify his requests internally and externally to diminish the degree of face-threat and 
avoid what might be seen as rude by the addressee. This can be expressed through 
various ways, for instance, using politeness markers, thanking the addressee, giving 
explanation, and using alerters as attention-seekers (Blum-Kulka, 1989). Learning how 
to use such mitigating devices appropriately represents a vital aspect of L2 learners’ 
pragmatic competence. As a result, a good portion of ILP research has focused on 
investigating the linguistic forms and structures that are used to make requests by L2 
learners of numerous target languages (e.g., Al-Gahtani and Röver, 2012; Barron, 2008; 
Byon, 2006; Economidou-Kogetsidis, 2008, 2011; Felix-Brasdefer, 2007; Ogiermann, 2009; 
Shively, 2011; Taleghani-Nikazm and Huth, 2010; Woodfield, 2008; Yu, 2011).  
 Faerch and Kasper (1989) investigated external and internal mitigating devices in 
the requests of Danish learners of English and German. They found that learners used 
fewer internal modification strategies than external modifiers and when internal 
modifiers were used, lexical/phrasal downgraders were more frequent than syntactic 
ones. Hill's (1997) cross-sectional study of Japanese learners of English as a foreign 
language (EFL) at three different proficiency levels found that the advanced learners 
displayed an increase in using downgraders per request; however, they still fell short of 
target norms of the native speaker's production. The learners' overuse of syntactic 
downgraders in Hill's (1997) study (e.g., interrogative, negation, continuous and 
conditional forms) compared to the native speaker group indicates a move away from 
native speakers' norms.  
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 Chen (2001) examined Taiwanese (NNSs) and American (NSs) graduate students' 
requests performance when they ask for appointments, and recommendation letters. 
The study revealed that the groups varied in the volume of lexical and syntactic 
modification used. The NS students used more lexico-syntactic modification which 
resulted in more indirect and polite requests. Hassall's (2003) study of external and 
internal modifiers in the requests of Australian learners of Indonesian found that 
learners underused internal modifiers but used external modifiers more frequently.  
 Biesenbach-Lucas (2006) examined the politeness features of students' request to 
university faculty. Her analysis of NSs and NNSs' use of lexico-syntactic modification 
indicated that NNS tended to modify their requests largely through the use of the past 
tense and the politeness marker 'please' whereas NSs tended to use syntactic modifiers 
in high imposition requests. Considerably, the NNS did not show much flexibility in the 
use of internal modification as NS did (Biesenbach-Lucas, 2006). Felix-Brasdefer (2007) 
studied the development of requests in American learners of Spanish as a foreign 
language. He found that beginners favoured using direct requests while intermediate 
and advanced learners tended to use more conventionally indirect requests and used 
more external and internal modification devices than the beginners. This further 
suggests the cultural diversity of language of request. 
 Woodfield and Economidou-Kogetsidis (2010) examined modification of 
requestive act in the performance of advanced ESL Greek learners. They found that 
learners seemed to underuse internal mitigators due to the difficulty in using them. In 
addition, they underused consultative devices which suggest L1 influence as Greek is a 
culture that values solidarity, and in-group relations. Learners also underused apology 
which is L1-driven, since Greek culture, unlike the British culture, is oriented to 
positive-politeness that boosts spontaneity and involvement. On the other hand, 
learners overused grounders as they are acquired early and do not involve idiomatic 
forms. Goy et al. (2012) studied the development of internal modification of Turkish 
learners of English compared with those produced by English NS. The authors found 
that Turkish learners underuse syntactic and lexical mitigating devices as compared to 
NS.  
 The above studies indicate that higher-proficiency learners show more nuanced 
development in the production and comprehension of requests through using more 
native-like pragmatic behaviour. Learners tend to use more conventional indirect 
strategies and employ more mitigating devices as their pragmatic competence develops. 
Furthermore, a great deal of research shows that L2 learners tend to overuse external 
modification strategies and underuse internal mitigation devices.  
 So far, the studies that examined IL requests of learners from Arabic-L1 
background are rather limited. Alfattah and Ravindranath (2009) studied the politeness 
strategies in requests as performed by Yemeni EFL learners. They found that learners 
favoured query preparatory along with mood derivables and want statements. The 
learners also used direct forms heavily, with or without softeners, which indicates a 
transfer from L1, given that Arab native speakers use direct forms to express solidarity 
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and closeness. Al-Ali and Alawneh (2010) studied mitigating devices in requests 
performed by Jordanian learners of English. They stated that there are three main factors 
that influence IL performance: language ability, L2 pragmatic knowledge and L1 
transfer. Pragmalinguistic transfer occurred by over-initiating the requests by 
expressions like 'excuse me' (from Arabic afwan) and 'hello' (from Arabic marhaba). 
Learners also transferred certain cultural conventions through using expressions of 
gratitude, well-wishing, and obligation which are typical to the Arab culture.  
 Due to the limited studies that address request modifications by Arab learners of 
English as a foreign language, specifically in natural conversational setting, this paper 
attempted to explore the internal modifications in spoken requests by Arab Jordanian 





Participants in this study were NSE hotel staff and NNSE trainees who are students 
from a public university. The trainees received training in five-star hotels in Jordan as a 
prerequisite for their graduation. These participants represent two groups: native 
speakers of English (foreign hotel staff) and non-native speakers of English (Jordanian 
hotel service counters trainees). The NSs staff sample consists of sex participants who 
work as floor supervisors in hotels in Jordan. The non-native sample comprises 
university students who study and receive training in five-star hotels in Jordan for one 
semester. Training is a requisite for graduation so they have to spend one semester 
being trained in different hotel service counters. The study utilized purposive sampling 
based on particular criteria of respondents which include (i) having taken English for 
specific purposes (ESP) and English in tourism courses, (ii) being able to communicate with 
tourists in hotel service counters, and (iii) having had the experience of interacting with 
the foreign hotel guests. The criteria for that native speakers sample include (i) being 
hotel staff members, and (ii) being born and having grown up in an English speaking 
country, for instance, the United Kingdom and the United States of America.  
 
Table 1: Participants’ Profile 1 (Hotel Trainees) 
Participants Nationality Program Year of study Gender Hotel experience 
P1 Jordanian Hotel management 4 Male 4 months 
P2 Jordanian Hotel management 4 Male 4 months 
P3 Jordanian Hotel management 4 Male 4 months 
P4 Jordanian Hotel management 4 Male 4 months 
P5 Jordanian Hotel management 4 Male 4 months 
P6 Jordanian Hotel management 4 Male 4 months 
P7 Jordanian Hotel management 3 Male 4 months 
P8 Jordanian Hotel management 3 Male 4 months 
P9 Jordanian Hotel management 3 Male 4 months 
P10 Jordanian Hotel management 3 Male 4 months 
P11 Jordanian Hotel management 3 Male 4 months 
P12 Jordanian Hotel management 3 Male 4 months 
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Table 2: Participants’ Profile 2 (NSs staff) 
Participants Nationality Program Gender Hotel experience 
P13 American Hotel management Male 9 years 
P14 American Hotel management Male 8 years 
P15 American Hotel management Male 10 years 
P16 American Hotel management Male 11 years 
P17 British Hotel management Male 9 years 
P18 British Hotel management Male 11 years 
 
3.2 Procedure and Instrumentation  
The paper is based on the study of interactions among hotel staff and guests in a hotel in 
Jordan. The data consist of audio-recordings of hotel staff and guests exchanges, 
gathered in situ, in service counters in three five-star hotels. The service counters 
workers normally have their own desks to handle guests’ requests and enquiries. To 
fully grasp the scene, the first author used a digital recorder that was placed on service 
counters in the area close to the staff and guests. The verbal exchanges in the natural 
setting of the study participants and the way they behaved as they spoke were observed. 
The interactions ranged in length from one minute to five minutes. The audio-
recordings were done on different days and different times to ensure a varied 
representation of the sample of study. 
 Ninety encounters were recorded for each group (180 encounters for both 
groups). The focus was on one-on-one encounters between the workers (the NSs 
workers and Jordanian trainees) and foreign guests which contain requests. The 
observed employees responded to guests' enquiries and provided them with services 
including checking-in, checking-out, offering advice and information. Prior to the actual 
recording process, the participants gave their consent and showed their desire to 
participate in the study. They were then asked to fill out the written consent. They were 
also informed that their names would remain anonymous and the conversations would 
be treated as confidential and solely for research purposes.  
 
3.3 Data analysis 
The spoken data were transcribed using the conventions introduced in conversation 
analysis (Jefferson, 1984). Although the analysis draws on CA concepts, it mainly relied 
on the pragmatic frameworks outlined in section 2. The analysis of the data involved the 
identification of requests, and the internal modifiers used in each request. Blum-Kulka et 
al.’s (1989) and Economidou-Kogetsidis' (2011) taxonomy of external and internal 
modifications were used as reference to identifying the politeness devices or markers in 
the data. The notion of a speech act modifiers can be illustrated with reference to a 
request from the data as follows. A trainee asks a guest to wait at the bus stand as in 
'Can you just wait at the bus stand, please?'. Within the head act, the minimiser 'just' and 
the politeness marker 'please' were used to modify the force in the request. They are 
termed as internal modifiers (House and Kasper, 1981; Faerch and Kasper, 1989). 
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4. Results  
 
The trainees used varied syntactic forms to make their requests. Some of these requests 
were to some extent forceful and impositive while some others were less forceful and 
less impositive. The trainees were motivated to use the different forms of requests based 
on the contextual factors or work circumstances. The data demonstrated that the NSs 
staff made 255 requests in the ninety encounters while the trainees made 220 requests in 
ninety encounters. They used different types of direct requests, conventional requests 




5.1 Internal Modification 
The data analysis shows that the trainees used internal modifiers in 241 situations of 
their requests whereas the NSs staff used them in 468 situations of their requests (see 
table 3). The politeness marker 'please', modal-interrogatives, downtoners, consultative 
devices, understaters, subjectivisers, appealers, time-switch, personal-switch, 
conditionals and adverbial hedges were the most frequent internal modifiers used by 
the participants. 
 
Table 3: Summary the quantitative analysis of internal modification used in requests 
Internal modifier  Trainees Native speakers staff 
Zero marking 25/220 (11%) 10/255 (4%) 
Marker 'please' 66/220 (30%) 112/255 (44%) 
Modal hedges 99/220(45%) 153/255 (60%) 
Downtoners 26/220 (12%) 43/255 (17%) 
Consultative devices 7/220 (3%) 20/255 (8%) 
Understaters 6/220 (3%) 18/255 (7%) 
Subjectivisers 6/220 (3 %) 18/255 (7%) 
Appealers  5/220 (2%) 28/255 (11%) 
Cajolers  9/220 (4%) 18/255 (7 %) 
Time-switch 6/220(3%) 20/255 (8%) 
Personal-switch  6/220 (3%) 23/255 (9%) 
Conditionals  5/220 (2%) 15/255 (6%) 
 Total 241 Total 468 
Source: First Author Research data (2019). 
 
4.1.1 Zero Marking 
The results revealed that trainees overused zero marking by failing to modify their 
requests internally as compared to NSs staff. While the NSs staff did not use internal 
modifiers in 10/ 255 of their requests, the trainees didn't use lexical or phrasal and 
syntactic modifiers in 25/220 of their requests (zero marking see table 3). Consider the 
excerpt from the data below which illustrates this. 
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 Excerpt 1 
1    Trainee: good morning si::r.[ Do you need any help? 
2    Guest: [ good morning sir.  
3    The way to:: the beach is (.) from here 
4    Trainee: go straight, [you (.) 
5    Guest: [straight 
6    Trainee: yes, ask the person at the corner (.) there 
7    Guest: okay, thank you::  
8    Trainee: welcome si::r  
 
 The encounter began through a brief opening phase where interactants 
acknowledge their presence through routinized greetings and the trainee showed 
readiness to help. The second structural element, the transactional phase, has 
conversational turns that accomplish functional acts which displayed the participants’ 
intentions (Cruz and Lopez, 2017). Such acts are informative as the trainee merely 
adhered to business and was restricted to giving details and comments (Edmondson 
and House 1981). 
 The trainee asked the guest to go straight without using any kind of internal 
modifiers. This is considered a very direct request as the trainee did not attempt to 
mitigate the force of his request (Brown and Levinson, 1987). He used an imperative 
without being modified which might be considered rude. The trainee may see himself 
authoritative to ask this routinized request and thus it did not require any face 
redressives to mitigate. It seemed that he was going to use a grounder to externally 
modify his request but the guest's prompt answer made him stop there. The offered 
information was sufficient to satisfy guests' needs as well it was objective, accurate, 
clear, and concise. It was pertinent to the guests' interests, and given in a well-organised 
manner. Remarkably, the dispense of the information was the only fundamental issue.  
 
4.1.2 Modal-Hedges/Interrogatives  
Modal requests were used by trainees in 99 situations out of 220 and NSs staff in 153 
requests of the 255. In the following excerpt, a trainee asked a guest to give him his 
passport.  
  
 Excerpt 2 
1    Guest: I'd like to:: check-out. 
2    Trainee: your room number is 1303, right? 
3    Guest: yes, 1303. 
4    Trainee: Can I have your credit card, please? 
5    Guest: (gave his credit card). 
6    Trainee: I recommend you to:: use another card (.)Can you? 
7    Guest: ohh, there was a problem with this one.  
  
 The trainee in excerpt 2 asked the guest to give him his credit card through using 
the modal 'can' because he realized that his forceful request might be face-threatening so 
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he employed a modal to minimize the strength of the illocutionary force. The request 
was formed in this way to call for cooperation and compliance. Using a modal gives the 
hearer an option to reject or ignore the suggestion generated by the request (Blum-Kulka 
et al., 1989). Through using interrogative structure, the trainee did not intend to ask a 
genuine question, which aims to elicit informative reply, but it was used as a down-
grader that minimizes a potential threat inherent in the request (Brown and Levinson, 
1987). Brown and Levinson (1987) stated that interrogatives with proper intonation can 
mitigate the force of illocutionary act.  
 Remarkably, the trainees' use of modals when making requests implicates their 
orientation to treat guests deferentially because of their status. Using modal-
interrogative made the requests sound hesitant and tentative, and thus the trainee 
avoided imposition over the guests. Thus, the modal assisted the trainee to address the 
guest's face. Additionally, the use of the politeness marker 'please' soften the force of the 
requests and indicates deferential treatment to the guests.  
 In line 6, the trainee used a performative verb explicitly followed by modal-
interrogative when he made his request. This might have been motivated by the 
trainee's desire to maintain his face as service provider by presenting himself as an 
expert who can offer informative directives and addressed his own face and kept 
distance through the use of conventionally indirect requests. This indicates attention to 
face in which the trainee showed willingness to help and readiness to offer help. 
 
4.1.3 Politeness Particle 'Please' 
The results showed that the marker 'please' was the second most commonly used 
mitigator by all groups to soften the force of requests. It was used in 66 requests by 
trainees and in 112 requests by NSs staff. Significantly, as can be seen from table 3, 
although 'please' was the most frequent internal modifier used by the trainees, it was 
found to be considerably underused by the trainees in comparison with NSs staff's use. 
Consider excerpt 2 from the data below. 
 
 Excerpt 3 
1    Guest: what time do you:: serve lunch? 
2    Trainee: come at (.) 12. 
3    Guest: that's fine.  
4    Trainee: come here early please.  
5    To find what you:: want. 
6    Guest: of course, thanks. 
7    Trainee: welcome. 
 
 The trainee in excerpt 3 asked the guest to go down early by using the imperative 
structure 'Come here early please' (L4) and defused it by the politeness marker 'please' as 
well with the grounder 'to find what you want'. The marker 'please' was used as a down-
grader that moderated the impact of an illocutionary act. It minimizes the threat of 
request acts and heightens the level of formality between the interactants (Skewis, 2003). 
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According to Sato (2008), using 'please' in the medial position functions as a real 
politeness marker. It was probably used to show deference and summoned the guest to 
cooperate and achieve the transaction. 
 
4.1.3 Appealers 
Appealers or adverbial particles were underused by trainees in 5 situations. They are 
still far from the NSs staff's production which was in 28 situations. In excerpt 4, a guest 
had encountered a problem with his key card and wanted to replace it with another one. 
 
 Excerpt 4 
1    Guest: there is a problem with this  
2    Trainee: a pro::blem? 
3    Guest: cannot open (.)the door. 
4    Trainee: right now, take this(.) card  
5    Guest: this works  
6    Trainee: we will fix the problem soon, okay. 
7    Guest: no problem  
 
 The guest told the trainee about a problem in his key card and the trainee assured 
him that his problem would be sorted out soon. The trainee used an internally post-
posed adverbial modifier 'okay' to highlight the matter of time and seek agreement for 
confirmation from the guest. Leech (1983) pointed out that the strategy of agreement 
elevates the importance of the raised question.  
 
4.1.4 Aspect/Time-Switch  
This modification was used by trainees in 6 situations while the NSs used it in 2 
situations. In the following encounter, the guest wanted to check out and the trainee 
asked him how he would pay. 
 
 Excerpt 5 
1    Guest: I want to ask about my bill, please! 
2    Trainee: it's 120 dollars.  
3    Guest: I see. 
4    Trainee: How are you going to pay? 
5    Guest: credit card. 
6    Trainee: nice. 
  
 The trainee asked the guest about a financial-related subject 'how are you going to 
pay?' which could be a face-threatening act. He used the future tense in present 
continuous form which indicates a deictic distance from the present time reference to 
express irresolution and indirectness and thus minimizes the impact of the illocutionary 
force (Blum-Kulka et al., 1989). According to Brown and Levinson (1987), transferring 
the deictic centre from the present to the past or the future is a negative politeness 
strategy. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        98 
4.1.5 Personal-Switch 
Personal-switch was used by trainees in 6 requests while the NSs staff used it in 23 
situations. In the following encounter, a guest wanted to go downtown and the staff 
asked her to go to the opposite desk to help her.  
 
 Excerpt 6 
1    Female Guest: I want to go downtown, please. 
2    Trainee: okay madam (.) go to that [desk.  
3    Female Guest: [that one. 
4    Trainee: tell him that I want to:: go downtown. 
5    Female Guest: okay::. 
6    Trainee: they will help you.  
 
 The trainee managed to assist the guest. He asked her to go to the opposite desk 
and tell the person there 'I want to go downtown' speaking in the tongue of the trainee. 
The trainee made himself a model to explain what the guest had to do. Taking the role 
of the hearer is a positive politeness strategy because it enhances the hearer's wants and 
interests and conveys that the speaker shares common ground with him and thus 
softens the request force through showing involvement and care (Brown and Levinson, 
1987).  
 
4.1.6 Conditionals  
Conditional clauses were used 5 times by trainees and 15 times by NSs staff. In the 
following encounter, a guest asked the trainee about the timetable of the courtesy 
shuttle. 
 
 Excerpt 7 
1    Guest: excuse me si::r. 
2    Trainee: welcome, mada::m. 
3    Guest: at what time the free bus goes [downtown? 
4    Trainee: [at eight, madam. 
5    Guest: looks ni::ce. 
6    Trainee: I want to ask if you can come early. 
7    Guest: yes of course. 
8    Trainee: you can find a good seat. 
 
 In replying to the guest's inquiry, the trainee used a conditional clause 'I want to 
ask if you come early' to indicate lack of certainty so the request is left more tentative 
(Brown and Levinson, 1987). In using conditionals, the trainee gave the guest the 
freedom to consider the options so he was not forced to follow the issued request. 
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4.1.7 Consultative Devices 
Consultative devices are internal modifiers that minimise impositions and can be seen as 
negative politeness devices (Brown and Levinson, 1987). They were in 7 requests by 
trainees and in 13 requests by NSs staff. In the following encounter, the trainee asked the 
guest about the trip time 
 
 Excerpt 8  
1    Guest: what time we have to:: come. 
2    Trainee: do you (.) think you can (.)come before eight. 
3    Guest: yes, it’s ok.  
4    Trainee: good. Eight or five minutes before.  
 
 The trainees used the consultative device 'do you think you can come before eight' 




The present study aimed to gain insights into the performance of the communicative act 
of request acts by Jordanian hotel trainees who are non-native speakers of English. 
Specifically, it aimed to study from a sociopragmatic approach the internal modifiers 
which are used by Jordanians in producing requests in hotel service encounters. The 
hotel employees entertain the institutional power to ask for information or actions; 
nevertheless, giving requests is still a face threatening act (Brown and Levinson, 1987) 
because the employees endeavour to get the guests do something that they would not 
otherwise do. As a result of the nature of institutional communication, negative 
politeness is typically expected to be observed through using internal and external 
mitigation. Comparing the NNSs interlanguage production to native speakers’ use, the 
findings revealed that there were some divergences in their use of internal modifiers as 
discussed below. 
 The results have shown that the trainees sometimes fail to make appropriate level 
of politeness by underusing internal modifiers. Noticeably, the trainees' use of internal 
modifiers is of low salience. This finding mirrors previous findings in the literature (e.g., 
Al-Ali and Alawneh, 2010; Bataller, 2010; Economidou-Kogetsidis, 2008, 2009; Li, 2014; 
Shively, 2011; Woodfield, 2015). Kasper and Rose (2002) pointed out that internal 
modifiers are more difficult than external modifiers to be observed, so their pragmatic 
functions are more difficult to be understood and learned. Thus, they pose greater 
difficulties for learners (Hassall, 2012).  
 The significant underuse of internal modification especially the politeness marker 
'please' and consultative devices such as 'would you mind' by the trainees may refer to 
the fact that these devices are very conventionalized in English, thus, they might be 
automatically used by NSs of English but they are less readily employed by NNSs. It 
could also be suggested that NNSs underused these markers because they can be seen as 
distancing devices in the Eastern and Mediterranean cultures as they are associated with 
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formality rather than politeness (Economidou-Kogetsidis, 2008, 2011), and therefore do 
not conform to the Arabic Jordanian society which is found to be orientated to positive 
politeness (Al-Ali and Alawneh, 2010; Atawneh, 1991).  
 Remarkably, the trainees were found to prefer lexical devices and use less 
syntactic mitigating devices than NSs. Syntactic devices, according to Edmondson and 
House (1981), require language proficiency. This deviation from native-like production 
may refer to insufficient proficiency in English. Learners may not be able to find the 
appropriate lexicon to express their intent, or perhaps lack the linguistic litheness to 
select lexico-syntactic modifiers (Biesenbach-Lucas, 2007). Trainees may also lack to 
knowledge of using the proper mitigating linguistic items in the appropriate context. 
Another factor is potential pragmalinguistic transfer from learners’ L1 (Kasper, 1992). 
This negative influence is revealed through using English expressions equivalent to 
Arabic formulas. For instance, Al-Ali and Alawneh (2010) found that Jordanians often 
use the apologetic term 'afwan' (i.e., excuse me) in their native Arabic language as an 
attention getter and this knowledge is transferred to English by using 'excuse me' as an 
alerter upon making requests.  
 Sociopragmatically, these deviations rooted in the different politeness orientation 
of Arabic and British culture where Arabic culture exhibits a tendency towards positive 
politeness, and British culture exhibits a negative politeness tendency (Kádár and Mills, 
2011). Most of the internal modifiers examined in this paper could be seen as imposition 
minimizers that function as negative politeness devices. That is why English native 
speakers favoured such devices which go with their negative politeness ethos 
(Economidou-Kogetsidis, 2008, 2011). 
 Significantly enough, modal hedges/interrogatives were underused by trainees 
compared with NSs staff's production. The trainees' underuse of modals may due to 
negative pragmatic transfer. That is, Arabic language lacks to modals. The only modal 
available in Arabic is 'mumkin' (literally, is it possible) that can carry possibility, 
probability, and capability functions (Abdel-Fatah, 1984). Second, using modals in 
Arabic may imply humbleness and thus Arabic speakers might prefer not to humble 
themselves too much (Samarah, 2015). The trainees are, presumably, in place of 
authority and the guests probably have less power as they are the information-solicitor 
(Merritt, 1976), thus, using interrogatives on the part of the superior may threaten his 
feeling of self-dominance. Instead, the employees may use other modifiers to mitigate 
their requests to save their own face and their addressee's face.  
 Third, in Eastern cultures, according to Krolak and Rudnicka (2006), Locher 
(2005) and Larina (2008), using modal-interrogatives may indicate the speaker's 
insincerity and his hesitancy in performing the proposition thus they were less preferred 
than direct strategy. A further explanation offered here is that the employees possibly 
consider using modal-interrogatives or polite markers when addressing guests is not 
necessary because the workers would give precedence to offering rapid service over 
politeness language. Extraordinarily, this finding is not consistent with previous studies 
which found that English native speakers and non-native speakers prefer modal 
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interrogative as downgrading modifier in their query preparatory requests in extensive 
variety of situations (e.g., Blum-Kulka, 1991; Economidou-Kogetsidis, 2011, 2013; 
Hassall, 2003; Woodfield and Economidou-Kogetsidis, 2010).  
 A further explanation comes from Aijmer (1996) who pointed out that the native 
speakers' reliance on modal hedges or syntactic devices may due to the fact that they are 
conventionalized formulae part of their speech routines that are unconsciously acquired 
as part of the native speakers' pragmalinguistic competence. In contrast, language 
learners might be unconscious of the pragmatic functions of these conventionalized 
formulas. Another explanation offered here is that trainees prefer to modify their 
requests lexically by the politeness marker 'please'. Faerch and Kasper (1989) explained 
that learners have the tendency to use lexical devices over syntactic devices as they are 
both obvious and easier to process than syntactic structures. They added that the 
mitigating function of syntactic devices does not lie in the grammatical meaning of 
syntactic structures but it is a pragmatic ‘‘acquired’’ meaning that necessitates an extra 
inference capacity on the part of the hearer. Thus, learners usually tend to modify 
syntactic structure such as 'would you mind…' with the lexical marker please (e.g., 
would you please…).  
 The findings showed that the trainees preferred to use the politeness marker 
'please' more than other internal modifiers such as downtoners (e.g., possibly, just, 
perhaps, etc.). This finding goes in line with Faerch and Kasper (1989), House (1989) and 
House and Kasper’s (1987) findings that found interlanguage learners tend to use the 
marker “please”. House (1989) and Faerch explained that 'please' is a transparent 
mitigator and an illocutionary force indicator that can easily mark an utterance as 
having a request force. A plausible explanation of this behaviour is that 'please' can be 
effortlessly injected in different places of an utterance and, thus, entails less 
psycholinguistic planning capacity whereas downtoners require higher 
pragmalinguistic competence. Faerch and Kasper (1989) stated that learners, especially 
of low proficiency, generally tend to adhere to Grice’s (1976) principle of clarity by using 
unequivocal and explicit means of expressions which can be attained through the use of 
the marker “please”.  
 The finding also revealed that the trainees underused consultative devices 
compared with NSs staff. This goes in line with Sifianou’s (1992a) and Economidou-
Kogetsidis (2008) findings. According to Sifianou (1992a), consultative devices such as 
'would you mind' are conventionalized in English and consequently they can 
effortlessly be used in everyday requests. However, learners of English need much effort 
to process and employ them which explains the trainees' deviation from the appropriate 
level used by NSs.  
 Overall, the lack to internal modification may due to the urgency involved or to 
the staff maximization of their rights to give requests and overestimation of the level of 
obligation on the part of the guests to comply with their requests (Economidou-
Kogetsidis, 2011). Using unmitigated forms by the trainees could be a result of conflict of 
rights and obligations between the trainees and the guests. That is, the trainees may 
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believe that they have more rights due to their institutional power whereas guest may 
think that they have power too because the sustainability of the institution depends on 
them. However, lack of internal modifies can cause pragmatic infelicities and add a 
negative effect to the encounter. This finding goes in line with Hardford and Bardovi-
Harlig's (1996) results that students and lecturers' use of unmitigated forms is due to 
conflict of rights and obligations between the them.  
 To sum up, non-native speakers’ pragmatic performance may deviate from that 
of native speakers’. This can cause communication breakdown when NNSs interact with 
speakers of the target language. The hotel service workers, by virtue of communicating 
with English speakers, need to achieve successful interaction and accomplish their 
communicative goal efficiently. The trainees' requestive deviations in the target 
language can cause social misunderstandings and it can also lead to pragmalinguistic 
and sociopragmatic failure (Woodfield, 2010).  
 
6. Conclusion and Pedagogical Implications 
 
This paper has pointed out that giving requests appropriately remains a demanding task 
especially for non-native speakers who often find it difficult to accomplish their 
communicative purposes and demonstrate politeness in first place. Hotel workers in 
Jordan, before they enrol in hotel industry jobs, normally have limited contact with 
other English culture and casual language. Jalilifar (2009) argued that lack of exposure to 
casual English make learners' pragmalinguistic competence regarding contextualization 
conventions of the interactive implications of informal expressions limited. In addition, 
workers in hotels use Arabic to communicate with Arab guests and English with foreign 
guests, thus, they are often caught between their own culture's politeness norms and the 
guest' cultural politeness norms. As a result, they might find it confusing as to which 
norms they should follow or give priority. It is therefore problematic for them whether 
to follow their local politeness norms or the guests' politeness norms. This paper 
suggests that the trainees could benefit from explicit hotel service instructions and 
activities that help to raise their meta-pragmatic awareness (Biesenbach-Lucas, 2007). It 
is also necessary to design EFL/ESL books that have explicit hotel encounters 
instructions. 
 This paper contributes to the field of interlanguage pragmatics by highlighting 
the sociopragmatic features of internal modifications used by trainees upon issuing their 
requests to guests. This paper can be useful in supplying L2 teachers and materials 
designers with authentic data of how Jordanian learners of English of varying 
proficiency levels deviate from NSs’ requestive behaviour. Najafabadi and Paramasivam 
(2012) suggested that language teachers could use the advanced learners' strategies of 
making request behaviour as part of their English lessons when teaching NNSs because 
trying to imitate the nicety and nuances of a native speakers' performance can 
sometimes be disheartening to learners who may not reach native-like performance. The 
goal of teaching pragmatic practices may not require language learners to achieve 
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native-like speech proficiency. NSs norms are assumed to be an ideal target for non-
native speakers; nonetheless, privilege constructs of nativeness are contentious on the 
cross-cultural and pragmatic ground (Canagarajah, 1999; Kachru, 2001; Seidlhofer, 
2005). Najafabadi and Paramasivam (2012) suggested that L2 learners should be 
provided with both native as well as competent non-native speaker's forms and usages 
to assist them realize what is appropriate and what is not. However, if they markedly 
overuse or underuse some modifiers, the instructor should spotlight their deviation 
from the English norms because high level of directness and the underuse of internal 
mitigation in English can cause pragmatic infelicities as this does not give the addressee 
a space of freedom to comply or not with the requests and fails to acknowledge the 
imposition involved.  
 One of the pedagogical implications concerning the findings of this study is the 
inclusion of pragmatics in language teaching and designing textbook materials that 
highlight the pragmatic aspects of language. Textbooks often lack a sufficient emphasis 
on the pragmatic aspect of language rather they focus on grammar (Bardovi-Harlig, 
1996). Several researchers recommend for instructions in pragmatics (Bardovi-Harlig, 
2019; Rose, 2005). According to Bardovi-Harlig (1996), pragmatic awareness can be 
facilitated by the use of data which provides authentic materials discussion and 
classroom practice. Kasper (1997) also suggested consciousness-raising activities to 
promote the pragmatic development of language learners in the classroom. She argued 
that such activities let learners develop their sociopragmatic and pragmalinguistic 
competence and help them to “make connections between linguistic forms, pragmatic 
functions, their occurrence in different social contexts, and their cultural meanings”. 
 Kasper (1982) pointed out that learners should not be instructed to correct L2 
sociopragmatic use because this is in part culture-specific which reflects learners' system 
of values and beliefs. For that reason, learners should be made aware of cultural 
differences between their own culture and those of NSs. Teachers should instruct 
students that teaching sociopragmatics does not force morals and beliefs on learners, but 
it enlightens differences in sociopragmatic norms across cultures and their influence on 
language use. 
 Certainly, the area of politeness of hotel communication still has too much further 
research. As hotel service encounters can offer precious authentic data, it is hoped that 
more interlanguage studies will focus on study of hotel encounters in order to expand 
the inquiry scope of NNs' speech act production. Further studies may inspect request 
acts in the light of nonverbal features of speech and can also use reflective interviews 
with the guests to establish the extent to which these requests might be viewed as polite 
or impolite.  
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Appendix A: Internal modification  
Modifier  Explanation Devices 
Marker ‘please’ ‘‘An optional element added to a request to 
bid for cooperative behaviour’’ (Blum-Kulka 





"Expressions by means of which the speaker 
seeks to involve the hearer directly bidding for 
cooperation’’. (Blum-Kulka et al., 1989, p. 
283). 
‘would you mind’, ‘do you think’, 
 
Downtoners ‘‘...modifiers which are used by a speaker in 
order to modulate the impact his or her 
request is likely to have on the hearer’’ 
(Blum-Kulka et al., 1989, p. 284). 
‘possibly’, ‘perhaps’, ‘just’ 
Understates/ 
hedges 
‘‘…adverbial modifiers by means of which the 
speaker underrepresents the state of affairs 
denoted in the proposition’’ (Blum-Kulka et 
al., 1989, p. 283). 
a bit’, ‘a little’, ‘sort of’ 
Subjectivisers ‘‘elements in which the speaker explicitly 
 Expresses his or her subjective opinion 
 vis-a-vis the state of affairs referred to 
 in the proposition, thus lowering the  
assertive force of the request’’ Blum-Kulka et 
al., 1989, p. 284). 
‘I’m afraid’, ‘I wonder’, 
‘I think/ suppose 
 
Cajolers ‘‘conventionalized, addressee-oriented 
modifiers whose function is to make things 
clearer for the addressee and invite him/her to 
metaphorically participate in the speech act’’ 
 (Sifianou, 1992, p. 180). 
‘You know’, ‘You see. . . ’ 
 
Appealers Addressee-oriented elements occurring in 
a syntactically final position. They may 
signal turn-availability and ‘‘are used by 
the speaker whenever he or she wishes to  
appeal to his or her hearer’s benevolent  
understanding’’ (Blum-Kulka et al., 1989, 
p. 285). 
‘Clean the table dear, will you? . . . . . . . 
..Ok/right?’) 
 
Adapted from Woodfield and Economidou-Kogetsidis' (2010) taxonomy of internal modifiers. 
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Appendix B: Internal modification: The classification scheme-syntactic downgraders 
Name Example 
Conditional structures  “Could you give me an extension for a few days?” 
Conditional clause “… if it’s possible to have an extension for the 
assignment.” 
Tense1 ‘Is it all right if I asked for an extension?’ 
Aspect2 “I was wondering if it’s possible to have an extension 
 For the assignment.” 
Interrogative3 “Will you do the cooking tonight?” 
Negation of preparatory “I don’t suppose there’s any  
chance of an extension?” 





Abdel-Fatah, M. A. M. (1984). A syntactic and semantic study of modality in Modern 
Standard Arabic (Doctoral dissertation, University of Salford). 
Achiba, M. (2003). Learning to request in a second language: A study of child interlanguage 
pragmatics (Vol. 2). Multilingual Matters, Clevedon 
Aijmer, K. (1996) Conversational routines in English: Convention and creativity. Addison 
Wesley Longman, New York. USA. 
Al-Ali, M. N., & Alawneh, R. (2010). Linguistic mitigating devices in American and 
Jordanian students' requests. Intercultural Pragmatics, 7(2), 311-339. 
Al-Ali, M. N., & Sahawneh, M. B. (2008). An investigation into the generic features of 
English requestive e-mail messages. LSP and professional communication (2001-
2008), 8(2). 
Al-Fattah, M. (2009) Politeness strategies in the English international requests of Yemeni 
learners. Iranian Journal of Language Studies 3(3) pp. 249-266. 
Alfattah, M. H., & Ravindranath, B. K. (2009). Politeness strategies in the English 
interlanguage requests of Yemeni learners. Iranian Journal of Language Studies, 3(3). 
Al-Gahtani, S. (2017). Sequence Organization of Requests among Australian English and 
Saudi Arabic Speakers: A Contrastive Study. Arabica, 64(5-6), 761-784. 
Atawneh, A. (1991). Politeness theory and the directive speech act in Arabic-English 
bilinguals. Unpublished doctoral dissertation, Linguistics Department, State University 
of New York at Stony Brook. 
Bailey, B. (1997). Communication of respect in interethnic service encounters. Language 
in Society, 26, 327-356. 
Bardovi-Harlig, K. (1996). Pragmatics and language teaching: Bringing pragmatics and 
pedagogy together. In L. Bouton (Ed.), Pragmatics and language learning (pp. 21-
39). Urbana-Champaign: University of Illinois, Division of English as an 
International Language. 
Bardovi-Harlig, K. (2017). Acquisition of L2 pragmatics. The Routledge handbook of 
instructed second language acquisition, 224-245. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        106 
Bardovi-Harlig, K. (2019). Invitations as request-for-service mitigators in academic 
discourse. Journal of Pragmatics, 139, 64-78. 
Bardovi-Harlig, K., & Hartford, B. S. (2005). Institutional discourse and interlanguage 
pragmatics research. In K. Bardovi-Harlig & B. Hartford (Eds.), Interlanguage 
Pragmatics. Exploring Institutional Talk (pp. 7-36). London: Routledge. 
Barron, A. (2003). Acquisition in interlanguage pragmatics: Learning how to do things with 
words in a study abroad context. (Vol. 108). Amsterdam, The Netherlands: John 
Benjamins. 
Beebe, L., & Cummings, M. (1995). Natural speech act versus written questionnaire data: 
How data collection method affects speech act performance. In S.M. Gass & J.Neu 
(eds.), Speech acts across cultures: Challenges to communication in a second language, 
65-88, New York: Mouton de Gruyter. 
Biesenbach-Lucas, S. (2006). Making Requests in Email: Do Cyber-Consultations Entail 
Directness? Toward Conventions in a New Medium. In K. Bardovi-Harlig, J. C. 
Félix-Brasdefer, & A. S. Omar (Eds.), Pragmatics & language learning (Vol. 11, pp. 
81-108). Honolulu, HI: University of Hawai'i Press. 
Biesenbach-Lucas, S. (2007). Students writing emails to faculty: An examination of e-
politeness among native and non-native speakers of English. Language Learning 
&Technology, 11(2), 59-81. 
Blum-Kulka, S. (1992). The metapragmatics of politeness in Israeli society. In R. Watts, S. 
Ide, & K. Ehlich (Eds.), Trends in linguistics: Politeness in language, studies in its 
history, theory and practice (pp. 255–280). Berlin, Germany: Mouton de Gruyter. 
Blum-Kulka, S., & Olshtain, E. (1984). Requests and apologies: A cross-cultural study of 
speech act realization patterns (CCSARP). Applied Linguistics, 5(3), 196-213. 
Blum-Kulka, S., & Olshtain, E. (1986). Too many words: Length of utterance and 
pragmatic failure. Studies in second language acquisition, 8(2), 165-179. 
Blum-Kulka, S., House, J., & Kasper, G. (1989). Cross-cultural pragmatics: Requests and 
apologies (Vol. 31). Ablex Pub. 
Brown, P. & Levinson, S.C. (1987) Politeness: some universals in language usage. 
Cambridge: Cambridge University Press. 
Canagarajah AS (1999) Resisting Linguistic Imperialism in English Teaching. Oxford: 
Oxford University Press. 
Carmona-Lavado, A., & de la O Hernández-López, M. (2015). 5 Customer Perceptions of 
Politeness as a Differentiating Element in Spanish Restaurants Encounters. In A 
multidisciplinary approach to service encounters (pp. 85-112). Brill. 
Chen, C. F. E. (2001). Making e-mail requests to professors: Taiwanese vs. American 
students. Paper presented at the Annual Meeting of the American Association for 
Applied Linguistics, St. Louis, USA. 
Chen. C. E. (2006). The development of e-mail literacy: From writing to peers to writing 
to authority figures. Language Learning & Technology, 10(2), 35-55. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        107 
Cruz, M. P. (2013). Metapsychological awareness of comprehension and epistemic 
vigilance of L2 communication in interlanguage pragmatic development. Journal 
of Pragmatics, 59, 117-135. 
Cruz, M. P., & López, N. M. (2017). Interlanguage pragmatics in a service encounter: 
diagnosing how Spanish learners of English for the Tourism Industry inform 
tourists at a visitor centre. Letras de Hoje, 52(3), 310-321. 
Economidou-Kogetsidis, M. (2002) Requesting strategies in English and Greek: Observations 
from an airlines call centre. Nottingham Linguistic Circular, 17. 
Economidou-Kogetsidis, M. (2005). ‘‘Yes, tell me please, what time is the midday flight 
from Athens arriving?’’: Telephone service encounters and 
politeness. Intercultural Pragmatics, 2(3), 253-273. 
Economidou-Kogetsidis, M. (2008). Internal and external mitigation in interlanguage 
request production: the case of Greek learners of English. Journal of Politeness 
Research: Language, Behaviour, Culture 4 (1), 111-138.  
Economidou-Kogetsidis, M. (2009). Interlanguage request modification: the use of 
lexical/phrasal downgraders and mitigating supportive moves. Multilingua 28 (1), 
79-111. 
Economidou-Kogetsidis, M. (2010). Cross-cultural and situational variation in requesting 
behaviour: Perceptions of social situations and strategic usage of request patterns. 
Journal of Pragmatics, 42(8), 2262–2281. 
Economidou-Kogetsidis, M. (2011). Please answer me as soon as possible: Pragmatic 
failure in non-native speakers‟ e-mail requests to faculty. Journal of Pragmatics, 
43(13), 3193-3215. 
Economidou-Kogetsidis, M. (2012). Modifying oral requests in a foreign language: the 
case of Greek Cypriot learners of English. In: Economidou-Kogetsidis, M., 
Woodfield, H., Woodfield, Helen (Eds.), Interlanguage Request Modification. John 
Benjamins, Amsterdam, pp. 163-202. 
Economidou-Kogetsidis, M. (2013). Strategies, modification and perspective in native 
speakers‟ requests: A comparison of WDCT and naturally occurring requests. 
Journal of Pragmatics, (53) 21—38 
Edmondson, W. (1981). Spoken discourse: A model for analysis. London: Longman. 
Edmondson, W. and J. House (1991) Do learners talk too much? The waffle phenomenon 
in interlanguage pragmatics. In R. Phillipson, E. Kellerman, L. Selinker, M. 
Sharwood Smith and M. Swain (eds) Foreign/second language pedagogy research, 
273-286, Clevedon, Multilingual Matters. 
Ervin-Tripp, S. (1976). Is Sybil there? The structure of some American English 
directives. Language in society, 5(1), 25-66. 
Faerch, C., & Kasper, G. (1989). Internal and external modification in interlanguage 
request realization. In Blum-Kulka, S., House, J., & Kasper, G. (Eds.), Cross-
cultural pragmatics: Requests and Apologies (pp. 221–247). Norwood, NJ: Ablex. 
Félix-Brasdefer, C. (2015). The Language of Service Encounters: A Pragmatic- Discursive 
Approach. Cambridge: Cambridge University Press. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        108 
Félix-Brasdefer, J. C. (2007). Pragmatic development in the Spanish as a FL classroom: A 
cross-sectional study of learner requests. Intercultural Pragmatics, 4(2), 253-286. 
Félix-Brasdefer, J. C. (2008). Politeness in Mexico and the United States: A contrastive study of 
the realization and perception of refusals. Philadelphia, USA: John Benjamins 
Publishing Company. 
Félix-Brasdefer, J. C. (2012). E-mail requests to faculty. Interlanguage Request Modification, 
217, 87.  
Fernández-Amaya, L., & Hernández-López, M. D. (2015). Service encounters and 
communication: Why a multidisciplinary approach. A Multidisciplinary Approach 
to Service Encounters, 3-12. 
Fukushima, S. (1990). Offers and requests: Performance by Japanese learners of English. 
World Englishes 9 (3): 317_325. 
Grice, P. (1975). Logic and conversation. In P. Cole & J. Morgan (Eds.), Syntax and 
semantics. 3: Speech acts (pp. 41–58). New York, NY: Academic Press. 
Hassall, T. (2001). Modifying requests in a second language. International Review of 
Applied Linguistics in Language Teaching (IRAL) 39 (4), 259-284.  
Hassall, T. (2003). Requests by Australian learners of Indonesian. Journal of 
Pragmatics, 35(12), 1903-1928. 
Hassall, T. (2012). Request modification by Australian learners of 
Indonesian. Interlanguage request modification, 203-42. 
Hill, T. (1997). The development of pragmatic competence in an EFL context. PhD dissertation, 
Temple University, Philadelphia. 
House, J. (1989). Politeness in English and German: The functions of ‘please’ and ‘bitte’. 
In S. Blum-Kulka, J. 
House, J. (1996). Developing pragmatic fluency in English as a foreign language: 
Routines and metapragmatic awareness. Studies in Second Language Acquisition, 18, 
225–252. 
House, J., & Kasper, G. (1987). Interlanguage pragmatics: Requesting in a foreign 
language. Perspectives on language in performance, 2, 1250-1288.  
House, J., & Kasper, G. (1987). Interlanguage pragmatics: Requesting in a foreign 
language. Perspectives on language in performance, 2, 1250-1288.  
Huddleston, R. (2008). Complementation in English. Encyclopaedia of the Linguistic 
Sciences: Issues and Theories, 473. 
 Hymes, D. (1972). On Communicative competence. In J. B. Pride., & J. Homes (Eds.), 
Sociolinguistics (pp. 269-293). England, Harmondsworth, Middlesex: Penguin.  
Jalilifar, A. (2009). Request Strategies: Cross-Sectional Study of Iranian EF Learners and 
Australian Native Speakers. English language teaching, 2(1), 46-61. 
Kachru, B. K. (2001). Why the time is right for India to exploit its most valuable export 
commodity: English. Learning English, Supplement to the Guardian Weekly. 
Kádár, D. Z., & Mills, S. (Eds.). (2011). Politeness in East Asia. Cambridge University 
Press. 
Kasper, G. (1992). Pragmatic transfer. Interlanguage studies bulletin (Utrecht), 8(3), 203-231. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        109 
Kasper, G. (1997). Can pragmatic competence be taught? Honolulu: University of 
Hawaii. Second Language Teaching and Curriculum Center. Retrieved, 6, 2004. 
Kasper, G. (2000). Data collection in pragmatics research. In H. Spencer-Oatey (Ed.), 
Culturally speaking: Managing rapport through talk across cultures (pp. 316–369). 
London, England: Continuum. 
Kasper, G., & Dahl, M. (1991). Research methods in interlanguage pragmatics. Studies in 
Second Language Acquisition, 13(02), 215-247. 
Kasper, G., & Rose, K. (2001). Pragmatics in language teaching. In K. Rose & G. Kasper 
(Eds.), Pragmatics in language teaching (pp. 1–12). Cambridge, England: Cambridge 
University Press. 
Kasper, G., & Rose, K. (2002). Pragmatic development in a second language. Oxford, United 
Kingdom: Blackwell. 
Kerbrat-Orecchioni, C. (2006). Politeness in small shops in France. Journal of Politeness 
Research, 2, 79-103. 
Koike, D. A. (1989). Pragmatic competence and adult L2 acquisition: Speech acts in 
interlanguage. The Modern Language Journal73 (3): 279-289. 
Koike, D. A., & Pearson, L. (2005). The effect of instruction and feedback in the 
development of pragmatic competence. System, 33(3), 481-501. 
Królak, E., & Rudnicka, K. (2006). Selected aspects of directives in Polish. Revista española 
de lingüística aplicada, (19), 129-142. 
Kuroshima, S. (2010). Another look at the service encounter: Progressivity, 
intersubjectivity, and trust in a Japanese sushi restaurant. Journal of 
Pragmatics, 42(3), 856-869. 
Kusluvan, S. (2003). Managing employee attitudes and behaviors in the tourism and hospitality 
industry. New York: Nova Science Publishers, 2003. p. 173-200. 
Leech, G. N. (1983). Principles of pragmatics. London, England: Longman. 
Leech, G. N. (2014). The pragmatics of politeness. Oxford University Press, USA. 
LoCastro, V. (1997). Pedagogical intervention and pragmatic competence development. 
Applied Language Learning, 8(1), 75–109. 
LoCastro, V. (1997). Pedagogical intervention and pragmatic competence development. 
Applied Language Learning, 8(1), 75–109. 
Locher, M. A. and Watts, R. J. (2005). Politeness theory and relational work. Journal of 
Politeness Research 1, 1: 9-33. 
Maros, M., & Halim, N. S. (2018). Alerters in Malay and English Speech Act of Request: 
A Contrastive Pragmatics Analysis. 3L: Language, Linguistics, Literature®, 24(1). 
McCarthy, M. M. (2018). A Pragmatic Analysis of Requests in Irish English and 
Russian. TEANGA, the Journal of the Irish Association for Applied Linguistics, 25, 121-
137. 
Merritt, M. (1976). On questions following questions in service encounters. Language in 
society, 5(3), 315-357. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        110 
Najafabadi, S. A., & Paramasivam, S. (2012). Iranian EFL Learners' Interlanguage 
Request Modifications: Use of External and Internal Supportive Moves. Theory & 
Practice in Language Studies, 2(7). 
Ogiermann, E. (2009). Politeness and in-directness across cultures: A comparison of 
English, German, Polish and Russian requests. Journal of Politeness Research. 
Language, Behaviour, Culture, 5(2), 189-216. 
Pinto, D. R. (2005). The acquisition of requests by second language learners of Spanish. 
Spanish in Context, 2(1), 1–27. 
Placencia, M. E. (2004). Rapport-building activities in corner shop interactions. Journal of 
Sociolinguistics, 8, 215–245. 
Placencia, M. E. (2005). Pragmatic variation in corner store interactions in Quito and 
Madrid. Hispania, 583-598. 
Placencia, M. E. (2015). 3 Address Forms and Relational Work in E-commerce: The Case 
of Service Encounter Interactions in MercadoLibre Ecuador. In A multidisciplinary 
approach to service encounters (pp. 37-64). Brill. 
Placencia, M. E. (2019). Responding to bargaining moves in a digital era. Technology 
Mediated Service Encounters, 300, 173. 
Reiter, R. M., & Bou-Franch, P. (2017). (Im) politeness in Service Encounters. In The 
Palgrave Handbook of Linguistic (Im) politeness (pp. 661-687). Palgrave Macmillan, 
London. 
Roever, K., & Al-Gahtani, S. (2015). The development of ESL proficiency and pragmatic 
performance. ELT Journal, 69(4), 395–404. 
Rose, K. (2005). On the effects of instruction in second language pragmatics. System, 
33(3), 385–399. 
Rose, K., & Kasper, G. (Eds.). (2001). Pragmatics in language teaching. Cambridge, 
England: Cambridge University Press. 
Ruhi, Ş. (2006). Politeness in compliment responses. Pragmatics. Quarterly Publication of 
the International Pragmatics Association (IPrA), 16(1), 43-101. 
Samarah, A. Y. (2015). Politeness in Arabic culture. Theory and Practice in Language 
Studies, 5(10), 2005-2016. 
Sato, S. (2008). Use of “please” in American and New Zealand English. Journal of 
Pragmatics, 40(7), 1249-1278. 
Schauer, G. A. (2009). Interlanguage pragmatic development: The study abroad context. 
London: Continuum International Publishing Group. 
Searle, J. (1975). Indirect speech acts. In Cole P., & Morgan J. L. (Eds.), Syntax and 
Semantics 3: Speech acts (pp.59-82). New York: Academic Press. 
Seidlhofer, B. (2004). 10. Research perspectives on teaching English as a lingua 
franca. Annual review of applied linguistics, 24, 209-239. 
Shively, R. L. (2008). Politeness and social interaction in study abroad: Service 
encounters in L2 Spanish (Unpublished doctoral dissertation). University of 
Minnesota, Minneapolis, Minnesota. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        111 
Shively, R. L. (2011). L2 pragmatic development in study abroad: A longitudinal study 
of Spanish service encounters. Journal of Pragmatics, 43(6), 1818–1835. 
Sifianou, M. (1992a). Politeness Phenomena in England and Greece: A Cross-cultural 
Perspective. Clarendon Press, Oxford. 
Skewis, M. (2003). Mitigated directness in Honglou meng: directive speech acts and 
politeness in eighteenth century Chinese. Journal of Pragmatics, 35(2), 161-189. 
Spencer-Oatey, H. (2005) ‘(Im)politeness, face and perceptions of rapport: unpackaging 
their bases and interrelationships’ Journal of Politeness Research 1: 95-119. 
Taguchi, N. (2006). Analysis of appropriateness in a speech act of request in L2 
English. Pragmatics. Quarterly Publication of the International Pragmatics Association 
(IPrA), 16(4), 513-533. 
Taleghani-Nikazm, C., & Huth, T. (2010). L2 requests: Preference structure in talk-in-
interaction. Multilingua, 29, 185–202. 
Sundaram, D. S., & Webster, C. (2000). The role of nonverbal communication in service 
encounters. Journal of Services Marketing, 14(5), 378-391. 
Thomas, J. (1983). Cross-cultural pragmatic failure. Applied Linguistics, 4(2), 91–112. 
Traverso, V. (2001). Syrian service encounters. Pragmatics. Quarterly Publication of the 
International Pragmatics Association (IPrA), 11(4), 421-444. 
Traverso, V. (2006). Aspects of polite behaviour in French and Syrian service encounters: 
A data-based comparative study. Journal of Politeness Research, 2, 105-122. 
Trosborg, A. (1995). Interlanguage pragmatics: Requests, complaints and apologies. Berlin, 
Germany: Mouton de Gruyter. 
Ventola, E. (2005). Revisiting service encounter genre–Some Reflections. Folia 
linguistica, 39(1-2), 19-43. 
Woodfield, H. (2008). “Interlanguage requests in English: A contrastive study.” In 
Contrastive Pragmatics: Interlanguage and Cross-Cultural Perspectives, Martin 
Woodfield, H. (2012). I think maybe I want to lend the notes from you: Development of 
request modification in graduate learners. In H. Woodfield & M. Economidou-
Kogetsidis (Eds.), Interlanguage request modification (pp. 9-49). Amsterdam, 
Netherlands: John Benjamins Publishing Company. 
Woodfield, H. (2015). Sociopragmatic variation in native speakers’ and ESL learners’ 
requests. In Researching Sociopragmatic Variability (pp. 151-173). Palgrave 
Macmillan, London. 
Woodfield, H., & Economidou-Kogetsidis, M. (2010). "I just need more time": A study of 
native and non-native students' requests to faculty for an extension. Multilingua, 
29(1), 77–118. 
Yates, A. B. (2015). Pragmatic variation in service encounters in Buenos Aires, 
Argentina. IULC Working Papers, 15(1). 
Yazdanfar, S., & Bonyadi, A. (2016). Request strategies in everyday interactions of 
Persian and English speakers. SAGE Open, 6(4), 2158244016679473. 
Mahmoud Rababah, Minah Harun, Aspalila Shapii   
MAKING SENSE OF THE HOTEL TRAINEES’ INTERNAL REQUEST MODIFICATION  
IN JORDANIAN HOST-GUEST INTERACTION
 
European Journal of Applied Linguistics Studies - Volume 2 │ Issue 1 │ 2019                                                        112 
Yuen, W. L. (2009). An investigation of the politeness phenomena in hotel service 
encounters (Doctoral dissertation, Department of English, The Hong Kong 
Polytechnic University). 
 Yung, E., & Chan, A. (2002). Business traveler satisfaction with hotel service 
encounters. Journal of Travel & Tourism Marketing, 11(4), 29-41. 
Zhang, Y. (1995) Strategies in Chinese requesting. In G. Kasper (eds.), Pragmatics of 
























































Creative Commons licensing terms 
Authors will retain the copyright of their published articles agreeing that a Creative Commons Attribution 4.0 International License (CC BY 4.0) terms 
will be applied to their work. Under the terms of this license, no permission is required from the author(s) or publisher for members of the community 
to copy, distribute, transmit or adapt the article content, providing a proper, prominent and unambiguous attribution to the authors in a manner that 
makes clear that the materials are being reused under permission of a Creative Commons License. Views, opinions and conclusions expressed in this 
research article are views, opinions and conclusions of the author(s). Open Access Publishing Group and European Journal of Applied Linguistics 
Studies shall not be responsible or answerable for any loss, damage or liability caused in relation to/arising out of conflict of interests, copyright 
violations and inappropriate or inaccurate use of any kind content related or integrated on the research work. All the published works are meeting the 
Open Access Publishing requirements and can be freely accessed, shared, modified, distributed and used in educational, commercial and non-
commercial purposes under a Creative Commons attribution 4.0 International License (CC BY 4.0). 
